Abstract: This paper is a survey of public and private sector bank employees, towards the computerisation of banking services. The paper is being designed to measure the employees' awareness and perceptions, with regard to IT services, offered by the Indian public and private sector banks in all seven divisions of the district of Rajasthan, India. To have better understanding about the IT role in banks' perspective, the study has divided into four major segments i.e., information technologies strategic advantages, technological know-how and organisational capacity, decision making process and, motivations toward information technology. This study unveils the factors; give more competitive advantages to private sector banks over public sector banks.
Introduction
Indian banks have played a significant role in the development of Indian economy by inculcating the habit of saving in Indians and by lending finance to Indian industry. All the banks in India were earlier private banks. They were founded in the pre-independence era to cater to the banking needs of the people. But after nationalisation of banks in 1969 public sector banks came to occupy dominant role in the banking structure. The financial reforms that were initiated in the early 90s and the globalisation and liberalisation measures brought in a completely new operating environment to the banks those were till then operating in a highly protected milieu. The arrival of foreign banks and Financial Institutions, the setting up of a number of private banks and the measures of de-regulation that encouraged competition has led to a situation where the survival of those who do not join the race will become difficult. Unless the state-of-the-art IT was introduced as early as possible, winning new business and even holding on to the old one will become increasingly difficult. Services and products like 'anywhere banking', 'tele-banking', 'internet banking', 'web banking', e-banking, e-commerce, e-business, etc. have become the buzzwords of the day and the banks are trying to cope with the competition by offering innovative and attractively packaged technology-based services to their customers. Today world has become a global hub for business. To sustain and grow in the global market industries require a strong banking system, which can satisfy the increasing needs of customers. Indian banking system is now ready for the global market because of the automation.
David Whiteley has given a detail description of e-banking in his book 'e-commerce'. According to David there are times when bank customers want to know their bank balance or make an urgent Payment and a visit to a branch is not convenient, internet banking can solve these problems. Online banking allows the customer to check their balance or pay a bill at any time of the day or night. Stickler (2001) has identified two things, which differentiates one bank from another and attracts customers: 1 customer service 2 the way the banks present and sell their products and services.
He says that customers tend to go where they are made to feel welcome and offered the best quality service.
According to Chaudhary and Sharma (International Journal of Innovation, Management and Technology, 2011) , " The economic reforms in India started in early nineties, but their outcome is visible now. Major changes took place in the functioning of banks in India only after liberalization, globalisation and privatisation. It has become very mandatory to study and to make a comparative analysis of services of public sector banks and private sector banks. Increased competition, new information technologies and thereby declining processing costs, the erosion of product and geographic boundaries, and less restrictive governmental regulations have all played a major role for public sector banks in India to forcefully compete with private and foreign banks".
Simultaneously, the importance of effective MIS for control of operations and of maintaining customer and business/industry databases for strategic planning has also surfaced; while banks are looking at data warehousing, data mining, business restructuring, etc. as most essential things to have as early as possible, they are taking urgent steps to computerise the operations in their administrative and controlling offices (viz. head/zonal/regional offices) as well as the data collection machinery, so as to evolve an effective MIS. In this phase, the new communication revolution sweeping the nation and the world has come in extremely handy, as the communication infrastructure has improved significantly and the internet technologies are available to network branches at a relatively low and affordable cost with a high degree of reliability.
The present level of MIS covers, basically, information needed for control, performance monitoring, decision making, etc. and encompasses most activities in administrative offices like processing of statutory returns under Reserve Bank of India Act, monthly/quarterly performance reports from branches, credit information/BSR, inter-branch transactions, personnel inventory, provident fund accounting, profit and loss accounts, cash and investment management, stationery stock accounting, and branch housekeeping, etc. The followings are the few information technologies, which are very commonly used by public and private sector banks:
Objectives of study
The followings are the objectives of present study
• to study and investigate the information technology's parameters and their impact in Indian public and private sector banks
• to study the difference between public sector and private sector banks and their employee's responses with reference to: 
Research methodology
Exploratory and descriptive both research methodologies have been used to accomplish this research. Exploratory method was used to explore the different factors which are considered in banks to get the competitive advantage and using descriptive research the identified factors were described to have a qualitative or quantitative research.
Collection of data
For the study, both primary and the secondary data have been collected, analysed and presented in a lucid statistical manner. For collection of primary data, a questionnaire was circulated among the bank employees using the stratified random sampling technique. The literature review of the current study has been done on the basis of secondary data where as Primary data has been used to satisfy the objectives of the current study. For secondary data books, research papers, journals, magazines and internet were referred. Primary data has been collected with the help of a structured questionnaire. The questionnaire was developed as per the following mechanism:
Instrument development
For the purpose of this analysis, a structured questionnaire was developed in two stages. In the first stage, an exploratory study was carried out using personal and focus group interviews. This was done to understand the factors influencing employees' preferences toward IT uses in banking operations. In the second stage, based on findings of the exploratory study, a five-point Likert scale was developed. Items in the questionnaire covers four important factors of IT uses i.e., ITSA, TKOC, DMP and, MTIT. That was further supported by the Cronbach's alpha test of reliability and the factors having value more than .70 were taken into consideration.
Sampling
Stratified random sampling technique is being used for data collection. Stratified sampling is a probability sampling technique wherein the researcher divides the entire population into different subgroups or strata, then randomly selects the final subjects proportionally from the different strata.
Here in present paper, the data was required to be collected from the bank employees, who were at different managerial level and understand the impacts of IT in business. The questionnaire could only be responded by such employees. So here the strata were made on the basis of different managerial and non-managerial position of employees. Further the managerial strata were considered for study and data was collected randomly from each selected strata.
Scope of study
Six banks from private and public sectors having highest branches in all seven divisions of the district of Rajasthan are being considered for comparing the computerisation effects. State Bank of India (SBI), Punjab National Bank (PNB) and State Bank of Bikaner and Jaipur (SBBJ) have been selected from public sector whereas ICICI, HDFC and AXIS banks have been selected from private sector banks for this study.
SBI is the leading public sector bank in India whereas ICICI is the leading private sector bank in India. Selection of these two banks can provide a proper glance of both the sector banks and will also provide the best view for comparisons between public and private sector banks.
Comparative study of selected public and private sector banks
A questionnaire having 22 questions covering four major IT uses i.e., ITSA, TKOC, DMP, MTIT was circulated among the bank employees for primary data collection. One hundred twenty-five copies of questionnaire were distributed into different branches in all seven divisions of each bank, out of which the followings number of questionnaire returned back with full information: The questionnaire was filled up by the employees of all six banks (name and sample size) mentioned above. The Likert score for each bank was calculated separately and then combined in Table 1 shown. The composite weighted Likert score for various banks is also given in Table 1 . The Likert percentile score of each statement for all six banks was calculated by considering the total score and total weighted score.
Data analysis
From the above Likert calculation we may understand the IT advantages for the four major IT uses in banking operation:
By looking at average Likert score of public and private sector banks for each segment, we may conclude that for segment one i.e., 'information technology strategic advantage' both public and private banks are having more or less similar scores. It describes that both banks are using IT for getting the strategic advantages in equal manner. Whereas in other three segments the average Likert score of private banks is far ahead than the public sector banks, which defines that private banks are the better players into technological knowhow, DMP and motivation. The use of IT in decision making is more in private banks and a kind of motivation to use IT is also superior in private sector banks.
To address the second objective, independent sample t-test and Kruskal-Wallis are also employed. An independent samples t-test is a statistical method of comparing two samples in terms of their means. Two independent samples are public and private sector bank employees.
Number of public sector and private sector bank employees was 280 and 277 respectively. Table 2 shows the results of independent sample t-test. The output from an independent samples t-test tells you how different the mean of one sample is from the mean of the other group. It tells you the mean of each group, and the average difference between the groups. It also tells you whether this difference is statistically significant. Statistical significance is a measure of how likely differences as large as the ones in this sample are, if the two populations from which the samples are drawn have the same means, The result of t-test reveals statistically significant difference between the means of public and private sector banks with reference to the following factors:
Kruskal-Wallis
Kruskal-Wallis is a non-parametric method for testing whether two or more independent samples have been drawn from populations with the same distribution. This test is an alternative to the independent group ANOVA, when the assumption of normality or equality of variance is not met. This, like many non-parametric tests, uses the ranks of the data rather than their raw values to calculate the statistic.
Test: the hypotheses for the comparison of two independent groups are:
H o The samples come from identical populations.
H a The samples come from different populations.
The test statistic for the Kruskal-Wallis test is p value. This value is compared with some significance level (usually 0.05). If p value is greater than .05, it means that there is an evidence to accept the null hypothesis otherwise rejects the null hypothesis in favour of the alternative hypothesis. In present study we have used Kruskal-Wallis for each segment. As we discussed earlier there are following four segments in the questionnaire:
There can have two types of Hypothesis coming from Kruskal-Wallis. 1 H 0 : all median of responses of bank employees are equal (NULL hypothesis).
H 1 : not all median of responses of bank employees are equal (alternative hypothesis).
The Kruskal-Wallis for ITSA is in Table 3 : Table 3 Information technologies strategic advantages (ITSA) As shown in Table 3 for this segment, the p value is greater than .05, it means that we accept the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are equal. The Kruskal-Wallis for TKOC is in Table 4 : As shown in Table 4 for this segment, the p value is not greater than .05; it means that we reject the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are not equal. The Kruskal-Wallis for DMP is in Table 5 : As shown in Table 5 for this segment, the p value is not greater than .05; it means that we reject the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are not equal. The Kruskal-Wallis for MTIT is in Table 6 : As shown in Table 6 for this segment, the p value is not greater than .05; it means that we reject the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are not equal. Special note: the Kruskal-Wallis was performed for various factors involved in the research. Here ranking are not for different banks but for variables which are reflecting the percentile performance relating with different banks.
Result
ITSA related perception of employees of both the banks is found equal as the t test significant value (.567) is more than the significance value .05 which means that we cannot reject the null hypothesis or we can say that the mean response of public bank and private bank employees is not different significantly. Similarly in Kruskal-Wallis also for this segment, the p value is greater than .05, it means that we accept the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are equal.
The variables of ITSA have obtained almost the equal response positive response from both sector banks. It represents that both the banks are concerned and having a technological watch of competitors and their information technologies.
TKOC related perception of employees are differing significantly as the t test value (.001) is less than the significance value .05 which means that we reject the null hypothesis and that means the mean response of public and private sector bank employees are significantly different. Similarly in Kruskal-Wallis also for this segment, the p value is not greater than .05, it means that we reject the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are not equal.
The variables of TKOC represent the difference between the mean response of public and private bank employee's perception. It was found that private bank employees are ahead in mastering the current information technology, skilled people to manage the information system, and designing the information system as per the organisational strategic objectives.
DMP is also having the significant difference in the mean responses of private and public bank employees. The t-test significant value (.000) is a less than the sig. value .05 so here again the Null hypothesis is rejected. Similarly in Kruskal-Wallis also for this segment, the p value is not greater than .05, it means that we reject the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are not equal.
Accordingly we can say that Public bank employees do not have the efficient use of information technology in their DMP. Private bank employees are more aware of the feasibility result of IT implementation.
MTIT factor also headed by private bank by having the t test score for this factor is also .000 which is less than the sig. level .05 so here again we reject the null hypothesis which means that the mean response of public sector and private sector bank employees are not identical. Similarly in Kruskal-Wallis also for this segment, the p value is not greater than .05, it means that we reject the NULL hypothesis, i.e., the median responses of bank employees from public bank and private bank are not equal.
The private bank employees are more motivated to use the Information system in their banks as compare with public sector bank employees. It increases the quality of services and they can use IT to make substantial savings.
Limitations of the present study
The followings are few of the limitations of this present study:
1 There may have some response biasness of respondents because some of them were in hurry while data collection.
2 There may have some place biasness because data has collected only from Rajasthan state of India.
3 Lack of English knowledge of public bank employees was also a limitation because in many places it was needed to translate the meaning of questions in Hindi.
Managerial implication
The outcome of the above research is being communicated to public and private sector banks and especially to the branches from where the data were collected for this research. This research was very well appreciated by the employees of both the banks and showed their interest to use and apply the same for the improvement in their processes. As my research shows that private sector banks are far ahead in the use of IT than public sector banks into different areas and more precisely in the 22 statements which are defined into four segments actually indicating the strength the weaknesses of these banks. The research outcome is more important for public sector banks to improve their processes by implementing the corrective measures into the weak areas mentioned in the research. In today's competitive environment, it is very important to have the effective use of information technology. The research shows that even when public banks have the proper IT infrastructure but their people do not get the optimal use of the same. The training and encouragement in these banks should be given to the people to use the same in the more effective and efficient manner. Although, in cities now, it being observed that management of public sector bank understand the importance and trying to encourage people to use the IT in the best possible manner but in rural areas still the gap is very vast and soon the corrective measures are required to have existence. This research will surely help to public sector banks to evaluate each weak areas and find the reasons for that. Once the root of the problem is identify, it become easy to take the appropriate actions to strengthen the same.
Conclusions
Nearly 85% of ICICI Bank transactions take place electronically, resulting in lower cost of transactions, high productivity and better profitability. Private banks are the early adopter of technology and took more IT initiative than public sector banks.
According to the result of present study, public sector banks are required to take more initiatives in the use of information technology to enhance the customer satisfaction and to get the competitive advantages. The public banks should plan a proper training programs not only for the learning of computerisation but also to motive the employees toward the use of information technology. The proper motivation will help employees to use the information technology in the most efficient manner in their decision making.
